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Abstract 
In the quality fields, training output is one of the problematic issues. There are different choices to solve this problem. Students 
are one of those cases who are considered in this matter. In education, learners are mostly discussed as the output, especially 
based on the operation of the institution in terms of behavior and discipline. Words such as “supply of graduates” makes it 
possible that students have been put in the production line and finally have been considered as outputs. The problem in this 
definition is originated from lack of its accordance with many of training operations.  In order for a product to be in a place of the 
quality assurance process, at first it is necessary that the producer control and determine source of supply. Secondly, the “raw 
materials” must pass one or more standard processes and the output must be having predetermined characteristics. Although there 
are some people willing to do that, such a model cannot be easily applicable to the training model. Clearly, in this model, there is 
a need for the primary selection of learners. Some of the Training Centers follow the primary selection, but many of them, 
following comprehensive principles of free access for all learners, do not. 
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1. Introduction 
In order to understand the quality in any circumstances, two fundamental questions are raised. The first question 
is: what is the product? And the second one, who are the customers? These questions are proportionally applicable 
on quality issues in training[6]. 
Considering learners as the output, aims at eliminating the complexity of the learning process and uniformity of 
that for all learners. The distinction between an output and services is important because there are substantial 
differences between them that determine how quality assurance can be expressed in any of them[8].  
Education is a fundamental human right: Every child is entitled to it. It is critical to our development as 
individuals and as societies, and it helps pave the way to a successful and productive future. When we ensure that 
children have access to a rights-based, quality education that is rooted in gender equality, we create a ripple effect of 
opportunity that impacts generations to come[10]. 
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Education enhances lives. It ends generational cycles of poverty and disease and provides a foundation for 
sustainable development. A quality basic education better equips girls and boys with the knowledge and skills 
necessary to adopt healthy lifestyles, and take an active role in social, economic and political decision-making as 
they transition to adolescence and adulthood. 
What does quality mean in the context of education? Many definitions of quality in education exist, testifying to 
the complexity and multifaceted nature of the concept. The terms efficiency, effectiveness, equity and quality have 
often been used synonymously. Considerable consensus exists around the basic dimensions of quality education 
today. 
2. Product of Education 
In the quality fields, training output is one of the problematic issues. There are different choices to solve this 
problem. Students are one of those cases who are considered in this matter. 
In education, learners are mostly discussed as the output, especially based on the operation of the institution in 
terms of behavior and discipline. Words such as “supply of graduates” makes it possible that students have been put 
in the production line and finally have been considered as outputs. The problem in this definition is originated from 
lack of its accordance with many of training operations.  
In order for a product to be in a place of the quality assurance process, at first it is necessary that the producer 
control and determine source of supply. Secondly, the “raw materials” must pass one or more standard processes 
and the output must be having predetermined characteristics. Although there are some people willing to do that, 
such a model cannot be easily applicable to the training model. Clearly, in this model, there is a need for the primary 
selection of learners. Some of the Training Centers follow the primary selection, but many of them, following 
comprehensive principles of free access for all learners, do not. 
2.1. Considering learners as the output 
According to Gary (1995), in his very interesting debate, “generally speaking human being does not follow any 
standards” it is almost impossible to make students with guaranteed particular standards and in different cases some 
extent of experiences, motivations, and believes which cannot be located in the operations margin shall comply with 
the training[1,7]. 
Gary (1992) believes that “Judgment about the quality is highly different from the inspection of a factory‟s output 
or judgment about the services offered by a company”.  Considering learners as the output, aims at eliminating the 
complexity of the learning process and uniformity of that for all learners [1,9,12]. 
So, what is the output? Instead of answering this question directly, it is better to consider education as services 
than production line. According to Alvani et al. (1382) “The distinction between an output and services is important 
because there are substantial differences between them that determine how quality assurance can be expressed in 
any of them”.  
3. Educational Quality 
Madu and Kuei (1993) believe that “Quality management in education, manufacturing, and service industries are 
different”.   
Quality management models used in business are adjusted and implemented in educational environment. Koch 
(1998) states that, “Indeed, quality of education begins from school level”. For example, philosophy of total quality 
management has been used in schools and universities of America, England, and Asian countries such as Malaysia 
(Tombi 1998:1999, Barnard 1999). However, education section is not compatible with total quality 
management[3,4,5,11].  
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3.1. Customer satisfaction 
Barnard (1999) states that “One of the principles of total quality management is customer satisfaction that is not 
appropriate for total quality management schools because students who are the primary customers are not 
considered in this method”[2,12,16].  
Also, schools can use the quality criteria such as the European standards for Quality Management, the Excellence 
Model, ISO 9000, and Malcolm Baldrige National Quality Award to improve their performance. 
3.2. The method of Survkval 
But, in order to measure the quality in education, the most popular method of service quality is the method of 
Survkval (Parasvrman & Brry Zytal, 1985:1988). 
However, models and concepts such as European standards for Quality Management, Singapore Quality Award, 
the Schools Excellence Model, and Malcolm Baldrige National Quality Award are also extensively used in training 
organizations. These models are part of the total quality management philosophy that is adjusted with educational 
environment.  
Chua (2005) proposes that “Many schools and universities have benefited from these quality models and there 
have been done extensive research in the field of evaluation of schools performance regarding the quality 
management philosophy”[2,13,15]. 
In addition to Survkval model, that is the most popular one because of its convenience and advantages, More 
Important Activity Analysis Model is also used for studying the quality of services in education industries. 
However, Surkval Model is the most popular.  
Surkval Model compares the customer‟s expectations and perceptions according to tangible factors, reliability, 
accountability, security, and facilities. Whereas, the Model of the Analysis of the More Important Activity combines 
the priorities with the service provided for customers. Krichun (2000) states that “By accepting the theory of the 
consumer behavior in education, we can consider the learners as consumers who buy the service provided by the 
education. So, students are entitled to have access to the best education quality”.  
One of the ways that the model has been provided by Parasvraman and colleagues, is the services quality scale. In 
this model, the services quality is the result of the comparison of the customers‟ expectations and perceptions.  
3.3. Customers’ needs 
How can we meet our customers‟ needs? In education, we face different customers. Services usually consider 
students as their primary customers who receive the education service, parents as the customers who pay money for 
the children‟s education, and the faculty staff as the customers who teach the students and known this as a career 
(Madu, 1993). 
4. Conclusion 
Poor quality of education affects the amount of capital and dynamism of university slowly and indirectly due to 
the reduction of the population and the applicants. If the students‟ dissatisfaction is high, it will reduce the number 
of the applicants in the coming years and will probably put the university‟s current students under the pressure.  
In higher education, initial research on educational quality is more on the scientific aspects and not administrative 
ones, and also relies upon qualification of courses, education, and the mechanism of courses presentation. 
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